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Feed The  
Factory 
BY TREVOR GAUTHIER

According to conventional wisdom, creating 
a mortgage loan is like a manufacturing pro-
cess, with loans progressing along an assem-
bly line that starts with origination and ends 
with delivery. But the process actually begins 
before origination when will-be buyers have 
their first thoughts about homeownership. 
Without their applications — the raw material 
that feeds the factory — the factory goes idle.

Refinance is over. What may be the longest 
running purchase market since the 1950s is 
about to begin. The importance of cultivating 
borrowers early in their process and pulling 
their loan through to closing has never been 
more important. Today’s purchase market is 
vastly different from yes-
terday’s. Volumes will 
be lower; borrowers will 
take their time deciding 
what to buy.
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Why Isn’t Technology  
Helping Your Business? 
BY DAN JONES

 
Being in technology on the lender side, I’m constantly asked if I know about this new technol-

ogy or that new website or how something works or if someone can use this new app in their 
business, etc. The barrage of new technology is endless as are the ques-
tions around how best to use it. I’m amazed at 
how quickly it can spread and I’m equally amazed 
at the people asking about it. 

Through The 
Cracks
BY SCOTT KERSNER

In the appraisal are-
na companies like a la mode and Global 
DMS are thriving on mortgage indus-
try anxieties about meeting Dodd-Frank 
rules enforced by CFPB. However, the 
January 18 deadline for compliance with 
the new Equal Credit Quality Act rule has 
not meant all players are relying totally on 
the vendors for compliance, and some 
are sticking to risky old habits in deliver-
ing alerts to loan applicants.

The new rule requires delivering cop-
ies of all valuations — BPOs and AVMs 
as well as appraisals — to mortgage loan 
applicants. Before sending those cop-
ies lenders must obtain the applicant’s 
consent to receive an electronic copy 
of the document, 
in compliance with 
E-Sign Act privacy 
requirements.

Mitigating Transaction Risks
BY REID SMEDA

As a result of the market upheaval in 2008, lenders are becoming all too familiar with 
the demands of managing the various types of enterprise transaction risks: operational, 
liquidity, reputation, legal/regulatory, market, and credit. A couple of years ago, one might 
have said, “It is becoming overwhelming.” Today, there is no doubt – lenders are officially 
whelmed; and merely working harder and faster will not make it easier. Rather, they need 

cutting edge solutions to keep-up and to get ahead when it comes to 
transaction risk management.

For any given loan transaction, the aims of a lender include less risk; 
lower hard dollar costs associated with mitigating risks; and a compli-
ant set of output documents to manage each of 
those risks. Since loan transactions are driven 
by the loan data, it follows that mitigating trans-

action risk must also be data focused – including:
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The All-In-One Proposition
Market conditions being what they are, companies are being opportunistic. 

Strong technology vendors are acquiring competitors like when Optimal Blue ac-
quired LoanSifter and others are acquiring new lines of business like when First 
American recently acquired Interthinx. I think this is going to be the new norm for 
the next few years.

In fact, many companies are being very public about their desires to complete 
strategic acquisitions. For example, Wingspan Portfolio Advisors, a diversified mort-
gage services company, had several high profile acquisitions in 2013 that substan-
tially increased the company’s size and expanded its capabilities as its footprint 
grew to include Florida, California, Louisiana and Colorado. Steven Horne, CEO and 
president of Wingspan Portfolio Advisors, says that the company will be receptive to 
additional acquisitions if the right opportunities present themselves.

“The role of the component services provider has changed dramatically over the 
last year or two,” Horne says. “There are fewer companies in number but they 
are much larger and offer many more services. Companies in our business must 
be equipped to perform a broad array of functions on a very large scale, and this 
means extensive investment in technology, deep legal expertise, bulletproof compli-
ance and vast financial resources,” he explains. “Sometimes that involves acquiring 
companies rather than building from scratch.”

Wingspan acquired a 400-person servicing facility from JPMorgan Chase 
in February of 2013 in Melbourne, Florida, and a customer service operation in 
Monroe, Louisiana in September 2013, also from JPMorgan Chase, adding an-
other 400 employees to Wingspan’s ranks. In May 2013, the company purchased 
Dimont & Associates, the mortgage industry’s leader in insurance claims manage-
ment, based in San Diego, California and Dallas. In September 2013, Wingspan 
also opened a due diligence facility in Denver that provides forensic file review, valu-
ation services, single family rental oversight, as well as a full range of default and 
post-acquisition support services on a national basis. A month later, this division 
announced a service to monitor and resolve homeowners association (HOA) claims 
that can cloud title, delay property sales and even endanger first lien status in some 
areas. 2013 saw Wingspan grow to more than 2,000 employees at seven locations 
around the country.

“We are definitely open to additional expansion if the right opportunity becomes 
available,” Horne says. So there you have it, more acquisitions by Wingspan and 
others are very likely this year. It remains to be seen how many smaller lenders, 
servicers and technology vendors remain independent into 2015. We’ll have to wait 
and see, I guess.
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In March 2008, New York Senator 
Hillary Clinton offered an idea on how 
to address the dramatic rise of fore-
closures that began to cripple the 
housing market: create what she 
dubbed a “high-level emergency 
working group” consisting of former 

Fed chairmen Alan Greenspan and 
Paul Volcker plus former Treasury 
Secretary Robert Rubin. This group, 
Clinton claimed, would formulate 
strategies that would result in the 
successful restructuring of problem 
mortgages. 

Clinton also recommended that 
Congress funnel $30 billion at com-
munities experiencing a significant 
rise in foreclosure volumes, and she 
favored legislation that would enable 
lenders and servicers to renegoti-
ate mortgages without being afraid 
of lawsuits. Another Clinton idea in-
volved a voluntary five-year freeze 
on adjustable-rate mortgage rates 
– if that plan became law, the freeze 
would be defrosting around this time.

Why am I digging up all of these 
zany old ideas? Because Clinton, de-
spite her coy insistence to the con-
trary, is working hard at becoming the 
next President of the United States. 
While her recent public appearances 
have consistently avoided in-depth 
considerations of today’s housing 
market, I believe it is important that 
we look back at her approach to the 
crisis in 2008 – the last time she ran 
for the White House – to get an idea 
of how her potential administration 

would handle housing issues.
Back in 2008, Clinton took a typi-

cally bureaucratic approach to the 
housing crisis. First, she sought to 
create a commission to investigate 
the problem. Even worse, she saw 
nothing wrong in stacking the com-
mission with several of the players re-
sponsible for driving the economy off 
a cliff. This approach was irresponsi-
ble at too many levels, and we should 
be thankful this idea never progressed 
into reality.

Her second idea is typical of the 
liberal approach to a crisis: open the 
federal piggy bank and dump money 
on the mess. In case you are won-
dering where she got $30 billion as 
the sum for aid, it was supposed to 
equal the $30 billion used to bail out 
Bear Stearns. Yeah, her ideas may be 
dumb, but at least they’re cute. The 
one good aspect of the idea was that 
the money would be used by state 
housing finance agencies, which 
traditionally have a more intelligent 
grasp on the subject than the folks at 
the U.S. Department of Housing and 
Urban Development.

As for her plan to indemnify lend-
ers and servicers against potential 
lawsuits – well, lest we forget, Clinton 
was originally an attorney before be-
coming a national figure. Of course, 
we’re talking about the Rose Law 
Firm, whose billing practices did not 
create a rose-worthy scent. Indeed, 
the shenanigans from that firm result-
ed in Clinton she becoming the first 
(and, so far, only) First Lady called to 
testify before a grand jury inquiry. 

Also, this idea betrayed Clinton’s 
loyalties to the financial services world, 
which was always a big money pump 
for the campaigns run by Clinton and 
her husband. To paraphrase Mario 
Puzo’s mobsters, keep your friends 
close and your big money donors 
even closer. As for the five-year freeze 
on mortgage rates – okay, I will cede 
the notion that everyone is entitled to 
make at least one truly dumb state-
ment in public. No sense piling on the 
insults here.

Clinton has yet to put out an agenda 
on how she would address housing is-
sues come 2017. If her 2008 agenda 
is any indication, she has absolutely no 
clue about how to approach this ex-
tremely important subject. 
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Last month I started off by telling 
you about one common way that 
AVMs are used in our industry. This 
month I want to throw another com-
mon use of AVMs out there for you 
to consider.
AVMS AND HOME EQUITY 
LENDING

There are two ways that lenders 
use AVMs with home equity lending. 
The first is to value the property for 
a home equity loan or line of credit. 
The second is to evaluate the line af-
ter it has been issued to determine 
whether or not the property has 
enough value to support it. In oth-
er words, lenders often determine 
whether or not to increase, decrease 
or shut down a line of credit based 
on the borrower’s home equity.  

Home equity lending requires that 
an evaluation must include a physi-
cal inspection of the subject prop-
erty, but it does not require a full ap-
praisal, so a lot of lenders opt to use 
AVMs in conjunction with a property 
inspection report. As with mortgage 
pre-qualifications, lenders can lose 
home equity business when they use 
AVMs that erroneously under-report 
the true value of a property. That can 
add up to losing literally thousands 
of dollars each year over the course 
of several years, since home eq-
uity lending brings a steady income 
stream for lenders. With variable 
rates that range from three or four 
percent to 11 or more percent, and a 
loan amount of $100,000, the lender 
stands to lose $2,000 to $10,000 or 
more each year, over the course of 
years, for every lost customer. Lose 
one customer a month and that 
number can jump up to $100,000 or 
more each year. 

If the lender is using AVMs to 
evaluate its home equity portfolio, 
and that AVM erroneously over-
values properties, that lender is at 
risk of losing the additional income 
generated by higher interest rates 
charged to borrowers for higher loan 
to value ratios. However, if an AVM 
erroneously under-values properties 
and the lender reduces or revokes 
a credit line, it could be losing out 
on the additional income from the in-
creased line. What’s more, if a lender 
was negligent in selecting the AVM, 
and revoked a line without just cause 
— meaning it can’t prove how and 
why an AVM was deemed suitable 
— it puts itself at risk of not only non-
compliance, but also litigation.    
A PUBLIC RELATIONS 
NIGHTMARE

According to numerous news 
sources, including CBS, Bloomberg, 
ABC, and the Los Angeles Times, at 
least two of the country’s top lenders 
have been named in class action law-
suits for illegally freezing borrowers’ 
home equity lines, which according 
to some sources essentially violates 
part of the banks’ agreement for 
the bailout. Plaintiffs’ attorneys cite 
numerous experts who have stated 
that erroneous AVMs are at the root 
of the allegedly illegal actions. 

While I am not here to deem an or-
ganization guilty or not guilty, I would 

like to point out the repercussions of 
this type of debacle. In addition to 
the hundreds of thousands of dollars 
in legal costs of defending a class 
action lawsuit, and the tens—if not 
hundreds—of millions of dollars a 
settlement could cost, there is the is-
sue of the public relations nightmare 
that follows a disaster like this. While 
the big banks have legal teams and 
large PR firms to handle these types 
of issues, small shops, midsize lend-
ers, community banks and credit 

unions do not. A class action lawsuit 
may or may not drag a lender into 
failure. At the very least, it can play a 
major role in the shortened lifespan 
and immediate profitability of an or-
ganization. 

Contact Mortgage Builder today and learn more about 
our next generation LOS.  800.460.5040 • www.mortgagebuilder.com

Architect, Mortgage Builder’s 

next generation LOS, is an  

all-inclusive residential lend-

ing solution that manages 

your loans from prequalifica-

tion through interim servicing 

and delivery.  Built with the  

latest technology, Architect  

offers browser based access in 

the cloud and expanded applica-

tion enhancement capabilities.  

See how Architect is helping move 

our clients and the industry forward.  
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Last issue I talked about return on 
investment. Well, I have more to say. 
Lenders too often associate return 
on investment with hard numbers. 
ROI is about both hard numbers and 
intangibles. It’s important to also note 
that lenders don’t always know how 
much a given process costs. There’s 
just not good data. And if you don’t 
know how much something costs 
how can you measure how much 
you’d save by automating?

Lenders would be well served to 
take a closer look at their own op-
eration first. Why? There are so many 
pieces to the mortgage process and 
they’re all so disjointed it’s hard to 
put a cost on any one process. That 
all changes in an automated world. 
It’s easier to associate a cost with an 
electronic process because you can 
more easily track an electronic pro-
cess from start to finish. How so? I’ll 
tell you. For example, disclosures in the pa-

per world have been mailed via regu-
lar mail, priority mail, courier, fax, etc., 
which gives you four different points 
of origin for that transaction. You also 
don’t have a way to track when the 
document was created before it was 
sent to one of these four different 
outputs in a paper world. How do 
you quantify cost there? In an elec-
tronic process you know down to 
the second about when the disclo-
sure package was sent, received and 
signed. That is impossible to track in 
a paper world.

Not to mention, there are also com-
pliance implications. How do you fac-
tor in potential regulation violations in 
a paper world? That’s an unknown 

cost. In an automated process there 
is less risk of having financial fallout. 
How do you factor that into your ROI? 
That’s priceless. Intangibles associat-
ed with ROI are equally as important 
as the hard cost savings analysis that 
most lenders do.

Another example of an intangible 
ROI that lenders may not think of is 
the competitive gain achieved by au-
tomating. You can capture more busi-
ness and reinforce the strength of your 
brand with automation. You become 
a trusted source for the borrower. All 
it takes is one class action lawsuit to 
ruin your brand. Everyone’s fear is to 
be on the front page of the Wall Street 
Journal being called predatory. That’s 
what CEOs lose sleep over night after 
night.

So, where are lenders in under-
standing the value of both tangible and 
intangible ROI? There is certainly more 
awareness. However, it is harder to ar-
ticulate the intangible ROI to a board 
or to investors when trying to justify the 
technology buy. It’s harder to convince 
a board that they should buy some-
thing based on potential fallout.

But think about it, there is a lot of 
cost associated with a loan that is 
un-saleable. The future cost of non-
compliance has to be a part of the 
technology buying process, it just 
does. We’re seeing more interest in 
this area but the need to document 
intangible ROI is still not something 
seen in many technology proposals. 
Too often it’s not in the final analysis 
in front of the deciding committee. 
People are talking about it but we’re 
not seeing it in many RFPs or RFIs.

Lenders may ask: What future risk 
is offset by this technology? Those 
facts are out there and they are real 
but they are not being used to make 
technology buying decisions. What 
the mortgage industry needs is to 
understand the value of technology 
to drive measurable change. 

Schedule a demo today
Call (626) 577-4350 or email sales@rekon.com
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The ECOA Valuations Rule went 
into effect on January 18th, but 
we’ve seen some technology solu-
tions that could be skipping a criti-
cal step for lender compliance. 

Sending the appraisal electroni-
cally? Read this.

If you’re sending the appraisal 
to your borrower electronically, the 
ECOA Valuations Rule requires that 
lenders “obtain the applicant’s con-
sent [to receive an electronic copy of 
the document] under the Electronic 
Signatures in Global and National 
Commerce Act (E-Sign Act).”  The 
E-Sign Act requires: 

• Applicant’s consent to receive 
the document electronically

• Applicant is provided with a 
statement of the hardware 
and software requirements 
for successful receipt of the 
electronic document

• Confirmation that the appli-
cant can download and view 
a PDF, prior to downloading 
the document

Many lenders have focused on the 
timing of the appraisal report deliv-
ery to the borrower, but they could 
be missing the E-Sign Act compo-
nents to compliance if you opt to 
deliver the report electronically.  

Getting acknowledgements be-
fore you send electronically

If your vendor management plat-
form doesn’t have integrated safe-
guards to get your borrower ac-
knowledgements, you may have to 
do this manually. It will be time con-
suming and it could expose you to 
compliance risk from human errors. 

Instead, you can use a software 
solution to automate receipt of 
these acknowledgements and offer 
a secure download of the appraisal. 
Lenders and AMCs already using 
Mercury Network have this tool and 
it works behind the scenes without 
additional work from the processor.  

But if you don’t use Mercury 
Network, you can still take advan-
tage of the ECOA Valuation Rule 
compliance tools, for less than the 
cost of a stamp. We’ve just released 
CompliantCourier, which will let any-
one in the industry compliantly send 
an appraisal to any recipient for just 

50 cents per send. You’ll have the 
required E-Sign Act acknowledge-
ments ahead of your PDF delivery, 

plus a full audit trail with date and 
time stamps for every step of the 
process. Should you be audited lat-
er, that audit trail will be invaluable.

For more information on the ECOA 
Valuations Rule, the E-Sign Act, and 
the compliance tools available for 
anyone to use, download the free 
white paper at www.MercuryVMP.
com/ECOA.  
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Longevity matters. I’m person-
ally celebrating my thirteenth wed-
ding anniversary this year. It’s been 
a wonderful ride and I look forward 
to many more anniversaries. As you 
go through life, you get to know your 
spouse and that’s important.

It’s the same in the mortgage 
space. There are a lot of mortgage 
technology companies that have 
been in this industry for several 
years and that industry knowledge 
matters. For example, Mortgage 
Builder, the Southfield, Michigan-
based provider of mortgage loan 
origination and servicing software 
systems (LOS and LSS), is cel-
ebrating its 15th anniversary serv-
ing the mortgage industry. It is the 

most recent of many milestones 
for the company, which is among 
the only software providers offering 
both loan origination and mortgage 
servicing on a common operating 
platform – the way of the future, the 
company believes.

It is an unusual celebration, how-
ever, in that the company is focused 
less on its achievements and more 
on CFPB readiness for its clients on 
both the origination and the servic-
ing sides. “We have had a very good 
15 years, but we are concentrating 
on the current regulatory environ-
ment as we celebrate this landmark 
anniversary,” says Keven Smith, 
president and CEO of Mortgage 
Builder. Smith spun off Mortgage 

Builder in 1999 from loan servicing 
technology provider GCC Software, 
where he developed the loan origi-
nation software originally as a side-
line offering for servicing clients.

“Based on the response, we 
founded Mortgage Builder as a 
stand-alone company and built 
it into one of the industry’s most 
popular LOS technologies,” Smith 
recounts. “Later, we acquired GCC 
when its founder, who was also 
my mentor, retired. It was a perfect 
fit, as we were even in the same 
building.” Since those early days, 
Mortgage Builder has secured its 
place among the industry’s LOS 
leaders and GCC’s G/Serv servic-
ing platform has been transformed 

into Colonnade, complementing the 
flagship Architect LOS and the avail-
able LoanXEngine pricing and CRM 
technology in the Mortgage Builder 
software suite.

“Compliance is foremost on the 
industry’s mind and we were ready 
months before the implementation 
of the CFPB rules,” Smith says. 
“Even though we’ve accomplished 
a great deal over the last 15 years, 
we’re not resting on our laurels. 
Our first observance of the upcom-
ing anniversary was actually to do a 
compliance event for our users.” In 
December, Mortgage Builder held a 
compliance conference for its clients 
to make certain they were prepared 
for the new requirements. “The best 
way to celebrate our past is by help-
ing ensure the future for our users,” 
Smith adds.

Over the last 15 years, Mortgage 
Builder has become known for its 
“everything is integrated” approach 
to its software. With the addition of 
the Colonnade loan servicing soft-
ware and the LoanXEngine pricing 
and CRM system, Mortgage Builder 
became the first privately financed 
company to offer front end-to-end-
to-end technology capabilities. 
This unique quality allows lenders 
to handle mortgages throughout 
their entire lifecycle, from prospect 
acquisition through to loan sat-
isfaction. Like its Architect LOS, 
Colonnade was ready for the new 
CFPB servicer rules, with single 
point of contact (SPOC), full report-
ing and monthly statement capabili-
ties, along with details like the new 
variety of borrower letters required.

Every LOS today has to be laser 
focused on providing good custom-
er service and ironclad compliance. 
I wonder what LOS companies like 
Mortgage Builder and others will be 
focusing on 15 years from now? It’ll 
be an interesting anniversary to fol-
low for sure. 
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Are You Missing Opportunities?
Are you using site search for your marketing programs?
According to a recent survey by SLI Systems, “six out of 10 retailers do not use site search to enhance marketing 

programs.”
The reasons for missed opportunities are limited resources (according to 50% of survey respondents), lack of 

knowledge regarding how to use search data effectively (30%), and an existing site search solution that doesn’t allow 
integration with marketing programs (10%).

The biggest missed opportunities are highlighted in the following infographic, which uses research from the com-
pany’s recent 2014 Global E-Commerce Search Survey.

To find out more about missed opportunities as well as opportunities that marketers will seize in 2014, check out 
the following infographic.  
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As the CEO of a company you 
have a lot of responsibility. In a lot 
of ways the company will sink or 
swim based on the decisions of the 
CEO. However, there’s more to run-
ning a successful company. The CEO 
can’t do everything, so the best CEO 

assembles a good team and passes 
things off strategically to what John 
Maxwell calls the playmakers.

As a leader your effectiveness, and 
ultimately your legacy, depends on 
identifying “playmakers”—leaders 
who will take what you pass along 
to them and do something extraordi-
nary with it. Let’s look at some of the 
qualities of a playmaker.

1) Likeability
Entrust important leadership as-

signments to teammates with stellar 
people skills. Likeable people pos-
sess a friendliness and charm that 
naturally attracts others to their side. 
People want to work with them. Their 
pleasantness defuses tensions and 
helps makes for an enjoyable work 
environment.

2) Persuasiveness
Playmakers have incredible per-

suasiveness. They’re convincing in 
an authentic way. That is, they dis-
play genuine conviction as to the 
importance of their mission and sin-
cere motives to help others succeed. 

They have the ability to see from the 
perspective of others, and the skill 
to appeal to another person’s best 
interests.  

3) Daring
Playmakers abound with courage. 

They are willing to take chances and 
to persevere through failure. They’re 
activators who take calculated risks 
in the hopes of improving upon the 

status quo.
4) Energy
Playmakers have an inner vitality 

that keeps them going and inspires 

others to do the same. They’re not 
the hyperactive sorts of people who 
are wearying to be around. They sim-
ply have the drive to take on a project 
and carry it through to completion. 
Their lives radiate a sense of pur-
pose, a zest for life, and an infectious 
optimism about the future.

5) Goal-Oriented
Playmakers are willing to try new 

methods and abandon ineffec-
tive ones. Yet they’re not flighty or 
wishy-washy; they have goals. They 
recognize the need for flexibility and 
seek out several different avenues 
for getting to their desired destina-
tion. Indeed, leaders seldom ac-
complish anything great by sticking 
to their original roadmap; they have 
to be willing to improvise and find 
detours when roadblocks present 
themselves.

What’s the big takeaway from all 
this? Everyone, mortgage technol-
ogy vendors and lenders alike, are 
trying to find that sweet spot where 
their business can dominate and 
grow. Too often, in opinion, the CEO 
takes on that responsibility alone. It 
shouldn’t be that way.

If you look at the mounting num-
ber of new regulations, for example, 
does the lending CEO know every-
thing about every new rule to ensure 
total compliance? Of course not. 
And does the mortgage technology 
vendor CEO know everything about 
these new rules to know just how to 
update their application? Of course 
not.

The best companies employ 
a number of very gifted people, 
“Playmakers,” that all come together 
collaboratively to make the company 
a lasting success. So, if you don’t 
have them already, get your compa-
ny some playmakers and let them do 
what they do best to help your com-
pany succeed. 

We’re taking the suspense out of valuations.
No guesswork, fewer surprises.  From now on, all of our default appraisals and BPOs come pre-reviewed 

and pre-validated using two advanced data and analytics assets — LoanSafe Appraisal Manager™ and 

CoreQuality. Saving time, cost and helping you make faster, safer decisions. Data-validated valuations— 

that’s CoreLogic®.  

Learn more at corelogic.com/datavalidatedvaluations

NYSE: CLGX  ©2013 CoreLogic®. All rights reserved. 

Are You A Playmaker?
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In The Optimism Bias, her book 
about the power and pitfalls of 
positive thinking, psychologist Tali 
Sharot tells a story about the 1987 
Los Angeles Lakers. It was June 
and the team, including legendary 
players Magic Johnson and Kareem 
Abdul-Jabar, had just defeated the 
Boston Celtics in game 6 of the NBA 
finals. Pat Riley, the team’s coached 
was approached by an interviewer 
during the post-game celebrations. 
The reporter asked the same thing 

reporters always ask a coach 
following a great championship 
victory, “Can you repeat your victory 
next year?”

Without skipping a beat, Riley 
looked directly into the camera and 
said three words that blew every 
reporter, journalist, and sports 
enthusiast out of the water: “I 
guarantee it.” Riley didn’t say, “I think 
we have a good chance” or “I have 
a good feeling about it.” He said, “I 
guarantee it.” He was completely 
certain that his team would win the 
1988 NBA Finals, even though the 
1987 season had just ended. How 
could he be so sure?

The bigger question is, “Was 
he right?” Throughout the 1988 
season, his statement was not 
forgotten by anyone. Not by 
journalists and not by other coaches 
but, more importantly, not by his 
team. The 1988 Los Angeles Lakers 
knew they had a promise to live up 
to, and they worked hard to fulfill 
Riley’s prophecy.  In game 7 of the 
1988 NBA Finals, the Los Angeles 
Lakers defeated the Detroit Pistons 
108-105, just barely validating 
Riley’s claim. Pat Riley guaranteed 
a second championship...and it 
actually came to pass.

I want to talk to you about the 
power of conviction as a leader in 
the mortgage industry. Your team 
will not be motivated by your talk 
of hopes and dreams; they will be 
motivated by your absolute certainty. 
They don’t want to be told that 
you’re “shooting” for number one, 
they want to be told that you “will 
be” number one. It is only when you 
can convince them that you know, 
beyond the shadow of a doubt, they 
will succeed that they will take the 
necessary action to do so.

You know the old saw attributed 
to Henry Ford, “Whether you think 
you can or think you can’t, you’re 
right.” That statement is just as 
true for leaders and their people. 
Whether you think they can or think 

they can’t, you’re right. 
In Switch, their book about 

change, authors Chip and Dan 
Heath tell the story of an elementary 
teacher who creates a culture of 
learning by calling her students 
“scholars.” From the very beginning, 
the teacher sets the expectation 
that her students are smart and 
that learning is fun. At one point, a 
student is called out of the classroom 
for some administrative purpose, 
and all of the students groan. Unlike 

typical students, though, they are 
not groaning because they are 
jealous of the student for getting out 
of class; they are groaning because 
they pity the student for having to 
miss class. The students believe 
they are “scholars,” because their 

teacher tells them they are.
What do you tell your people? 

Do you project a sense of certainty 
when you talk to them? Do you 
guarantee their success? As a 
leader, you must know that your 
team will be successful. You must 
have absolute conviction. And, in 
the end, your conviction will become 
their success.  

TAKE YOUR BUSINESS
TO THE NEXT LEVEL

NexLevel Advisors is the premier strategic business advisory firm, assisting companies in 
growing their businesses more quickly and strategically than they could by themselves. 
NexLevel Advisors provides solutions and services in business development, marketing, public 
relations and social media to help take your business to the next level.

734-335-7330  |  NEXLEVELADVISORS.COM
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Pete Seeger died recently. For 
those of you unfamiliar with the pro-
test movement of the 1960s, he was 
a major contributor to the music that 
united individuals in that movement. 
One of his most iconic songs was the 
ballad entitled “Where Have All the 
Flowers Gone?” This anthem put into 
words and music, in a sole-searching 
way, the repetition and futility of war, 
strife and turmoil that has continu-
ously marred mankind for as long as 
anyone can remember. It also drove 
home the warning that unless change 
occurred we were doomed to keep 
repeating the process of growth and 
destruction whether due to war, eco-
nomic fluctuations, or social change. 
As any iconic song of a generation, 
the message he sent is still relevant 
today. And not just in the areas of war 
and strife, but is universal in telling us 
that change requires people to take 
action to make change happen.

How then can this relate to the 

mortgage industry? The economic 
cycles that drive our industry gener-
ally follow the same cyclical process 
that Pete was warning us about 
in this song. Anyone in this indus-

try knows that we repeatedly move 
from “good times” to “bad” and back 
again. Remember the S&L crisis, 
which caused mortgage lending to 
re-emerge as wholesale lending when 
many of the disenfranchised loan of-
ficers opened up their own brokerage 
business? Remember the refinance 

boom when rates dropped into single 
digits after years of high interest rates? 
And remember how the market de-
flated each time? And of course, after 
each of these cycles there were more 

regulations and greater costs that had 
to be imbedded into the production 
process. 

So is this time going to be any dif-
ferent? Or are we doomed to never 
learn? No doubt this mortgage indus-
try collapse drove us into a financial 
downturn that was deeper and had a 

greater impact than any that has gone 
before. The repercussions coming 
from this are also some of the most 
onerous we have suffered as well. 
Now that we have passed through 
the trough at the bottom of the col-
lapse and are beginning to experi-
ence an upswing in the industry, the 
question needs to be asked “Have we 
learned?” Will this new mortgage mar-
ket be better, more balanced and fo-
cused on the needs of the consumer 
as well as investors?    

The signs that have emerged over 
the past 12 months or so are not en-
couraging. Recently advertisements 
offer products for borrowers with low 
credit scores that avoid the neces-

sity to provide full documentation. The 
Qualified Mortgage concept that is a 
cornerstone of the new regulations 
seems to present a challenge to many 
that are working on numerous ways to 
“get around” it. There are still subprime 
securitizations making headlines in 
the industry and many lenders seem 
to feel that QM really means Quitting 
Mortgages. Most CEOs, production 
and servicing management seem to 
be keeping a very low profile as they 
work through the implementation of 
the new regulations and the new real-
ity that is this business. What I don’t 
see or hear are leaders taking charge 
to change the cycle that got us here in 
the first place. We really need to learn 
on our own what is good business 
and what is not. It is insufficient and 
demoralizing to have to rely on dis-
satisfied consumers, regulators and 
government agencies to force us to 
do business in a sustainable fashion. 
Now more than ever we need to break 
the cycle of highs and lows, growth 
and collapse, in order to become an 
industry that has learned. If we do, I’m 
sure Pete will smile down at us and 
maybe it will even inspire a new song 
or two.   

TomorrowExecutive.indd   1 1/14/13   9:12 AM
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(continued from P1)
• Ensuring all required data is 

present, based on the transac-
tion type;

• Ensuring the data is internal-
ly consistent across a given 
transaction;

• Ensuring the content necessary 
for the transaction is properly 
selected and assembled, result-
ing in the output of the required 
documents; and

• Identifying the required docu-
ments based on the transaction 
data.

So, what does this really mean?
System Management: Compared 

to a transaction risk management so-
lution, lenders using outdated forms-
based products are directly (and ulti-
mately) responsible for the work (and 
risks) involved with each of the bul-
leted items set forth above. This work 
is placed squarely on the backs of the 
lenders and in a world in which miti-
gating risks is the name of the game, 
this sort of “solution” is simply not 
adequate.  

By contrast, solutions designed from 
the ground-up to mitigate transaction 
risks do all of those things for the lend-
er by analyzing the data associated 
with the transaction to:

• Determine how documents 
should be constructed;

• Determine how transaction data 
should be represented in the 
output documents;

• Ensure that there is data con-
sistency across all output 
documents required for the 
transaction;

• Ensure that the data is complete;
• Ensure that the data creates an 

enforceable transaction, and
• Select the required documents.  
Transaction Management: 

Compared to a transaction risk man-
agement solution, lenders using out-
dated forms-based products have to 
decision each of the issues related to 
a given transaction– including:

• How to handle multiple signers 
with different roles, for example, 
trusts, different business enti-
ties, etc;

• In a multiple-party transaction, 
determining which documents 
are required to be given to each 
party limitation;

• Determining what to do with 
data that is needed for a given 
transaction but does not fit in 
the space provided on the doc 
prep’s templates; and

• Dealing with the consequences 
of borrowers being confused by 
information on documents that 
do not apply to the transaction.

The lender’s personnel are respon-
sible for these decisions resulting in 
additional costs associated with time 
and training, potential for errors and 
the associated legal costs, and poten-
tial regulatory fines that may result.

On the opposite end of the spec-
trum is a solution set designed specifi-
cally to mitigate transaction risks, re-
sulting in compliant documentation of 
each loan transaction by automatically 
assessing the data, making the neces-
sary decisions, and thereby mitigating 
the risks for each transaction, all within 
a warranted solution.

Staff and Training:  Compared to a 
transaction risk management solution, 
lenders using outdated forms-based 
products are challenged with the fol-
lowing three issues:

• Costs associated with training 

new personnel and updating 
their knowledge as regulations 

change;
• Maintenance of the vendor’s 

forms templates; and 
• The competing challenge of 

focusing staff time on increas-
ing profitability.

Conversely, a transaction risk man-
agement solution is like having an on 
staff compliance officer reviewing each 
transaction and staying current on the 
regulatory changes. Regardless of 
branch or staff experience, all trans-
actions are consistent and compliant.  
This reduces training costs and the 
associated risks.  All transactions are 
completed with the same automated 
risk-management processes.  As a 
result, staff has more time to interact 
with customers allowing for increased 
time devoted to cross-selling and 

other customer services.
CFPB Compliance: Compared to a 

transaction risk management solution, 
lenders using outdated forms-based 
products are exposed to unnecessary 
CFPB compliance risk, specifically, the 
CFPB’s use of the Uniform Deceptive 
Acts and Practices Act, which requires 
financial institutions to demonstrate 
that its policies, processes, and pro-
cedures are fairly and consistently ap-
plied. With manual processes and vari-
ations from one loan office to another, 
this is nearly impossible.

By contrast, with a transaction risk 
management solution, it’s simpler to 
demonstrate consistency of process-
es regardless of branch, product, or 
state-specific transaction conditions, 
etc.

Lenders cannot afford to just “tweak” 
the way they do things to manage 

their enterprise transaction risks. The 
changing dynamics of the mortgage 
industry require fundamentally new 
thinking and new solutions. Too often, 
lenders are laden with the “ghosts of 
solutions past” – thereby taking on 
the primary burden for (and costs of) 
mitigating transaction risks, maintain-
ing thousands of forms templates, and 
making decisions about how to use 
those templates to be compliant with 
state and federal requirements.

The future lies in identifying strate-
gic solutions and partnerships that do 
not burden lenders but rather equip 
and empower them to do what they 
are in business for: making loans and 
satisfying clients.  The future lies in ro-
bust transaction risk management, as 
wholly set apart from the rigid para-
digms of the past. 

Flexibility That Drives Lending

Envision a technology partner that can deliver an advanced platform for all your unique lending 
needs.  A solution that is so flexible it drives consumer and mortgage lending that goes beyond 
traditional LOS technology by enabling growth while dramatically lowering your costs.  Envision 
training your staff on a single lending platform so that your team can focus on closing more loans.  
Envision a solution that is so flexible that it can conform to your precise lending processes today 
and well into the future.

The PowerLender platform delivers you with a single customer vantage point across consumer 
and mortgage lending channels which improves customer engagement, opens up cross-selling 
opportunities and streamlines your lending processes while mitigating risk enterprise wide.  

For more than 35 years, we have been providing exceptional solutions and outstanding service to 
the lending community. PowerLender, flexibility that drives lending.

800‐628‐4687      powerlender.com

Enterprise Lending Solutions
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(continued from P1) 
Getting the applicant’s consent to 

receive the document electronically 
is the tricky part. You need to (1) 
provide the applicant with a state-
ment of the hardware and software 
requirements for successful receipt 
of the electronic document, and (2) 
receive confirmation that the appli-
cant can download and view a PDF, 
prior to downloading the document.

What many mortgage origina-
tors are struggling with now is the 
compliance trigger for 3-day time 
limits on delivery of that notification. 

“The part that’s falling through the 
cracks,” says a la mode market-
ing EVP Molly Dowdy, “is that they 
can’t just attach a notification to 
an unencrypted email and send 
that to the borrower” because that 
violates E-Sign’s borrower privacy 
requirements.

None of that is a problem for a 
la mode’s Mercury Network cli-
ents, said Dowdy, because Mercury 
Networks is embedded with an 
app called SureReceipts, pow-
ered by its SueDocs e-signing tool 
which automates handling of the 

acknowledgements required by 
E-Sign.  How it works is that an 
email is automatically generated 
and sent to the borrower containing 
a URL to a “Receipt of Completed 

Order” page. SureReceipts pro-
vides an audit trail that logs every 
completed step in the process, with 
email notification that enables stor-
ing a hard copy, if that is desired.

Now, said Dowdy, Mercury 
Network is seeing a lot of demand for 
the SureReceipts app from lenders 
and AMCs that are not full Mercury 
Network users.  “With SureReceipts 
you can send the appraisal to your 
borrower and generate the auto-
matic audit trail regardless of how 
you ordered the appraisal originally,” 
explains a new a la mode white pa-
per.  “No software is required since 
it’s a web-based platform.”  The 
price is 50 cents per send. Users 
can pay per transaction once they 
open a Mercury Network account, 
or they can be billed monthly if they 
prefer. For would-be users wanting 
to avoid logging into another plat-
form, Mercury Network offers to 
build a quick integration.

A la mode earlier announced an-
other new app for iPhone and iPad, 
called Mercury Mobile, that elimi-
nates appraisal delays by allowing 
AMCs to contact appraisers in the 
field to expedite appraisal orders. 
Vendors can instantly respond to 
orders from their mobile device, see 
all the details, negotiate terms, and 
shorten turn times. 

Mercury Network, currently used 
by over 600 lenders and AMCs, 
boasts powering over 20,000 ap-
praisal deliveries a day. 
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secure electronic delivery reduce costs, but when applied to initial disclosures 
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(continued from P1) 
The very idea of homeownership will 
be months or years in the making.

Hence the idea that the mortgage 
manufacturing process needs to 
begin much earlier, with the buyer’s 
very first thought of a house. Lenders 
need to be thought of at that time as 
well. Typical buyers follow a process 
similar to this:
Stage One: Planning and 
Scheduling. 
Stage Two: Follow the Plan and 
The Schedule.
Stage Three: Shopping and 
Buying. 
Stage Four: Financing.
Stage Five: Residing. 

Originating in stage four has been 
the dominant model. Engaging with 
buyers in stages one and two will 
distinguish successful lenders. This 
is very different thinking for a very 
different market. Establishing rela-
tionships this early means knowing 
when the buyer will purchase, mak-
ing it easier to project capacity, feed 
the factory and drive efficiency.  

Savvy lenders will nurture will-be 
buyers through the stages offering 
budgeting help and education about 
the financing as well as the home 
buying process. Building trust and 
relationships through assistance and 
education leads naturally to becom-
ing the lender of choice when it’s 
time.

This fundamentally changes the 
idea of the pipeline, which today 
starts with stage four. Pipelines that 
start with stage one will be defined 
and managed differently, involv-
ing much greater nurturing that in-
cludes contact using the borrower’s 

preferred methods. Successfully 
doing so will lead to applications. 
Closing more loans means nurturing 
in similar ways and must continue 
until the borrower has signed – pref-
erably electronically – and has the 
keys to their new home. 

Technology has a role to play with 
this new pipeline definition, just as 
it does throughout the manufactur-
ing process. More than ever before, 
will-be buyers will browse lender 
websites, expecting to find informa-
tion and tools to guide them from the 
early stages through application to 
closing. This is how the new mort-
gage factory has to be fed. 

Though similar to the 1950s in that 
the theme is purchase, today’s bor-
rowers and their expectations along 
with the technologies are all vastly 
different than those of the past. 
Thinking about feeding the factory 
years ahead is an entirely new disci-
pline for the mortgage industry made 

necessary because this is an entirely 
new environment. 

FEED THE FACTORY

The mortgage market is treacherous. 
One false move could put it all at risk.  

Companies that want to succeed in today’s regulatory 
environment need proven expertise in quality control and 
operational risk management. 
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servicers and third-party service providers rely on Walzak 
Consulting’s extensive experience to help elevate quality, 
ensure compliance, increase profits and reduce costs.  

Gain regulator-ready compliance. Exceed investor 
expectations for quality control. Attain sleek, lean 
performance levels. Achieve blue-ribbon consumer 
satisfaction. 

Find out why the mortgage industry’s top companies trust 
Walzak Consulting for ensuring quality and compliance. 

Make the call that will 

make the difference.
561.459.7070   

RJBWalzak.com   

Becky@RJBWalzak.com
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(continued from P1) 
In the mortgage world, one would 

think that those loan originators asking 
about and implementing new technol-
ogies in their business are at the top 
of their game — and subsequently top 
producers. Surprisingly, I’ve found that 
the opposite tends to be true. Seventy 
percent of the questions I get from loan 
originators around implementing new 
technologies are from originators that 

you would not consider top produc-
ers. Initially, this baffled me, but as you 
dig into what’s going on, it makes a lot 
more sense.

When typical loan originators imple-
ment technology into their business 
model, they are working in their busi-
ness and trying to figure out how to get 
more business in the door. They are 
hoping that this new app, for instance, 
is going to supplement their pipeline 

and give them new clients. That is rare-
ly the case!

When top producers are implement-
ing technology into their business mod-
el, they are working on their business 
and figuring out how to enable and 
provide their clients with the best infor-
mation and experience possible. They 
want something that helps them pro-
vide more value to their clients, which 
then helps them create a better expe-
rience, which in turn enables them to 
handle more clients. They have already 

figured out how to get more business 
in the door and many times it was not 
through technology.

Top producers have also figured out 
that while technology is not what is 
bringing them business, it is, however, 
enabling their business to provide a 
higher level of service. They are using 
technology to go to their clients where 
that client wants to interact with them. 
They are not using new software to try 
to bring an unknown customer into 
their sales cycle. They are providing a 
world-class experience to their exist-
ing clients and tirelessly working their 
referrals to keep their pipeline full and 
over flowing. They are using technol-
ogy to facilitate those relationships and 
to make sure things are happening 
seamlessly, on time and that everyone 
always knows what is going on in the 
process. They have figured out how to 
put new technologies to work for their 
clients.

Technology is a great enabler of busi-
ness and you should implement it into 
your business model to increase your 
team’s capacity and give you greater 
control of the process. When used 
wisely, technology will let you take your 
business to the next level and help you 
serve more clients due to increased ca-
pacity, but you still have to get those 
clients in the door.

In short, nothing is going to replace 
good old-fashioned hard work when 
it comes to bringing in new business.  
Knock on doors, pound the pavement 
and talk to new people.  Plug those 
new people into your technology to 
provide a world class experience.  Top 
producers have figured this out, so 
jump on board and start increasing 
your production. 

Why Isn’t Technology  
Helping Your Business?

CYBERTHREATS 
IN MORTGAGE AFFECT 

YOUR ENTIRE BUSINESS.

ARE YOU PROTECTED?

 ✓ Fast Deployment
 ✓ Deploy a “Many to Many” Solution
 ✓ Protect The Users With Compliance
 ✓ Leverage The Community
 ✓ Mutual Benefit

 ✓ Encrypt Email - Protect Non Public Information Across 
The Internet (Firewall to Firewall)

 ✓ Host Transaction Audit For Email Exchange
 ✓ Simple & Absolute Rules – No Scrubbing
 ✓ Support Subscribers, Non Subscribers and Sponsor

If You Want To Be Protected 
Just PaperClip It!

(201)525-1221 • www.paperclip.com

Paperclip’s eM4 protects customers’ personal 
information from unwarranted access and the 

accountability for its use - minimizing your 
exposure to compliance and reputational risk.
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Top producers have also figured 
out that while technology is not 
what is bringing them business, it 
is, however, enabling their business 
to provide a higher level of service.
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INTEGRATED APPRAISAL MANAGEMENT COMPANIES

MERCURYDIRECT PARTNERS

More and more  
industry leaders choose 
Mercury Network

Appraisal issues?  With Mercury Network, you can leverage 
the same software used by a fast-growing list of the nation’s 
largest lenders, AMCs,  and leading mortgage technology 
companies.  Our SaaS-based web tools minimize risk, reduce 
operating expenses, and streamline compliance — all 

while increasing appraisal quality and underwriting speed.   
Today, Mercury Network powers over half the nation’s 
residential transactions, with more appraisal deliveries than any 
other platform by far.  If you have appraisal issues, get peace of 
mind with the industry leader.  Call 1-800-434-7260 today.

1-800-434-7260  •  www.MercuryVMP.com
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